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Customer focus is a business philosophy of the organization. Any organization 
which wants to be survival and development depends on customers. Organizations 
have to meet the needs and expectations of customers, acceptance by customers and  
then won customers. Therefore, Organization should understand current and future 
needs of the customer. Organization will eliminate unless it adapts the expectations of 
customer. It also possesses the ability to respond quickly to the market, enhancing the 
satisfaction and loyalty of customer. In this way, it can consolidate and expand the 
share of market. Any enterprise must pay attention to the customer service, and 
establish the business philosophy of customer-oriented, updating service concept, 
service mode and service technology. In order to win the competition in fierce market, 
organizations must improve their service level.  
Tobacco industry should comply with the development of technology and society. 
It also recognizes that the current situation is serious. The most important thing of 
tobacco company is to improve their customer service. Then it can enhance its soft 
power and the ability to control the tobacco retail market,  to participate in market 
competition. 
Combining with the present situation of China tobacco industry, this paper 
analysises and explores Fuzhou Tobacco Company’s customer service using ISO9000, 
customer service and other theories. Based on the writer’s work experience and 
collection of information of customer service , many research methods are used in this 















gathering, interviewing and so on. By linking theory with practice, this paper proposes 
some advices to improve the tobacco company customer service, and tries to 
build customer service system. The research of this paper focus on the customer, 
service and how to build the 126 customer service system of the Fuzhou Tobacco 
Company. The 126 customer service system is the core of this paper. 
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第一章  绪论 
1 




约 13 亿人，每年有近 500 万人因吸烟而死亡，烟草已成为继高血压之后的第二
号杀手。为了减少烟草危害，世界卫生大会 1996 年提议进行《烟草控制框架公
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